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Operations Report to Finance & Resources Committee, 23rd April 2009

i) UK Applications - A total of 485 new applications were
received during this period and 480 individuals were registered,
which is 94 more than the same period last year. Applications
took between one to two working days to process which is well
within our service standard of processing applications within ten
working days of receipt.
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d) Continuing Professional Development (CPD) Audit
There were no assessment days during February but registration
assessors continued to assess profiles that required further
information.

ii) International Emails - The team received approximately
30/40 emails per day and managed to respond to these within
one days of receipt which compares favourably with our service
standard of five working days response time.

ii) International Telephone Calls - During the period from 1
February 2009 to 28 February 2009 the team received a total of
1000 telephone calls which is 150 less than the same period two
years ago and 92% of these calls were answered.

b) Application Processing

I) UK Emails - The team received approximately 80 emails per
day and responded to these on average within one day of receipt
which is well within our service standard of five working days.

i) UK Telephone Calls - During the period from 1 February 2009
to 28 February 2009 the team received a total of 3,918 telephone
calls which is 429 more than the same period two years ago and
99% of these calls were answered.

The Registration Department answered 98.5% of calls within 30
seconds which exceeds our service standard of answering 80%
of calls within 30 seconds.
c) Emails

ii) International Applications - A total of 202 new international
applications were received in this period and 135 individuals
were registered which is 64 more than the same period last year.
Applications were on average being processed within six weeks
of receipt which exceeds our service standard of processing
applications within three months of receipt of all documents.

1) Operational Performance

a) Telephone Calls

Applications for readmission also took between one to two
working days to process which is well within our service standard
of processing applications within ten working days of receipt.

Summary
This paper provides an update from the Registration Department
for the period 1 February 2009 to 28 February 2009.

Registrations – Richard Houghton

On the 20 March 2009 the team took part in the Registration
Department away day. The day was very successful and
registration advisors themselves played an active part in
designing and delivering the days activities. The main theme for
the away day was to prepare the team for the expected increase
in workload over the next 18 months.

The department is operating within the budgeted headcount.

a) Employees

2) Resource
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The team delivered training to the recently recruited psychologist
registration assessors.

Two new registration advisors have joined the team Melanie
Harel and Elisa Dominguez Nunez.

A First Impressions training course was delivered to all those
registration advisors who did not attend the course last year and
was also attended by some of our colleagues from the Finance
Department. First Impressions is a programme run by the
Institute of Customer Service (ICS) and gives participants the
opportunity to gain a qualification in customer service.
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Project Management – Claire Reed
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The final invoice value for Phase 1 works is still being negotiated
on HPC’s behalf by Davis Langdon, Cost Consultants and
Quantity Surveyors for the project.

22-26 Stannary Street Building Project

There are six permanent employees including the Facilities
Manager. Services provided include Reception, Building
Maintenance, Post Room, Catering, Health & Safety, Insurance
and Building Project Management.

Staffing
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The various Insurances required by HPC (Travel, Public Liability,
Legal Expenses, etc) have been renewed. Terms have been
agreed and the net result is a 10% saving on premiums with
increased cover on various policies.

Insurance

The Tendering process for Phase 2 has been completed and
Parkeray Limited has been appointed to carry out these works.
The works on site will commence Mid May and it is anticipated
that they will be complete by the end of September 2009.

Facilities Management – Steve Hall

Internal diagrams for the on-boarding of Psychologists have
been created with Registrations and Policy Departments. These
will be used by Registration Advisors to answer queries about
the most appropriate route to registration for those telephoning
in.

FTP processes has been recorded in greater detail, and are
being updated on the Management System at the request of the
Director of FTP.

QMS process updates

Mapping all Facilities processes in greater detail has
commenced.

A cross organisation Debit & Credit card processing audit has
commenced. This tracks the progress of payment requests from
receipt in the Post Room, through Registrations, and into
Finance. This is part of the ongoing Information Security audit.

Quality Management System (QMS) review meetings and
internal audits

Roy Dunn has completed the ISEB Certificate in Information
Security Management Principles. (CISMP)

Cherise Evans (PA to the Director of Operations) has trained in
ISO9001:2000 Internal Auditing.

Human Resources
No changes.
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Report templates are being updated for the new Financial year.

Planning is taking place around integration of all intranet based
information sources, Springfield, QMS and “Intranet”.

Information & Data Management

The next major testing session is being planned.

The Disaster Recovery / Business Continuity plan contact details
are being updated on a monthly basis as usual.

Business Continuity

BSI & HPC will evaluate our existing 9001:2000 systems to
migrate to 9001:2008 over the next few months.
The October Audit date is to be confirmed.

The next “external” BSI audit is scheduled for 28th April 2009.
This will look at the FTP Department, Quality Management and
one other area.

BSI Audit

HMRC Corporate Governance will shortly be providing
information concerning roles and responsibilities in their new
security organisation. These will be evaluated as potential new
best practice.

Other Information & Data security work across HPC – is ongoing.
We are currently looking at matching requirements highlighted by
CISMP as best practice.

Business Process Improvement – Roy Dunn

Next update to the Risk Register will be made in the Autumn.
The font size for Impact, Likelihood and Risk Score has been
increased to aid readability.

Risk Register

The archive stakeholder group have a preferred supplier.
Contract negotiation is almost complete. Advice has been
obtained from our solicitors on the value to which we should
insure against for a paper data loss.

Additional insurance cover for data protection at the paper
archive, is still being assessed. This insurance also provides
additional protection for the traditional “IT” based information.
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